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ABSTRACT 
The purpose of this study was to investigate the relationship between total quality 
management (TQM); innovation (INV) and organizational performance (OP) in i higher­ 
education institutions (HEis) in Saudi. The TQM core elements included leadership 
commitment, strategic planning, continuous improvement, customer focus, process 
focus, employee involvement, training and learning, rewards and recognition, and 
management by fact. Innovation included product innovation and process innovation, 
meanwhile, measures of organizational performance included student-related academic 
achievement and non-student related academic achievement. Based on the theoretical 
framework, the main hypotheses were developed, and statistically tested. The study used 
the cross-sectional survey methodology. The samples were drawn from the Saudi HEls 
(public universities) using the random sampling procedure based on the directory 
provided by the Ministry of Higher Education in Saudi. The final number of respondents 
involved in this study was 250 colleges (faculties) in 24 public universities. The 
hypotheses of the study were tested by applying the multivariate statistical data analyses. 
This study reported significant relationships between TQM core elements and 
innovation, between TQM core elements and OP measures, and between innovation and 
OP measures. In brief, the results snpported all the main hypotheses and provided 
evidence that both the TQM core elements and innovation should be implemented 
holistically, rather than piecemeal. In addition, the study found that innovation fully 
mediates the relationship between TQM and OP. The current study provides insight into 
the relationship between TQM, INV and OP. Hence, this study is able to expand the 
boundary of the existing literature. Finally, the findings of this study provide empirical 
evidence that TQM has a significant and positive impact on innovation, which in tum, 
significantly affects organizational performance. 




Tujuan kajian ini adalah untuk menyelidik hubungan antara Pengurusan Kualiti 
Menyeluruh (TQM), Inovasi (INV) dan Prestasi Organisasi (PO) di Institusi Pendidikan 
Tinggi (!PT) di Arab Saudi. Unsur-unsur terns TQM tennasuklah komitmen kepimpinan, 
perancangan strategik, penambahbaikan yang berterusan, fokus kepada pelanggan, fokus 
kepada proses, penglibatan pekerja, latihan dan pembelajaran, ganjaran dan pengiktirafan, 
serta pengurusan menerusi fakta. Inovasi melibatkan inovasi produk dan inovasi proses. 
Sementara itu, langkah-langkah prestasi organisasi termasuk pencapaian akademik adalah 
berkaitan dengan pelajar dan bukan pelajar. Hipotesis utama telah dibangunkan berdasarkan 
rangka kerja teori dan dinji secara statistik. Kajian ini menggunakan kaedah tinjauan 
keratan rentas. Oleh itu, sampel-sampel telah diambil daripada !PT (universiti awarn) Arab 
Saudi dengan menggnnakan prosedur persampelan rawak berdasarkan direktori yang 
disediakan oleh Kementerian Pengajian Tinggi di Arab Saudi. Bilangan ak:hir responden 
yang terlibat dalam kajian ini adalah melibatkan 250 kolej (fak:ulti) di 24 buah universiti 
awam. Hipotesis kajian telah diuji dengan menggnnakan analisis data statistik multivariat. 
Kajian ini melapork:an hubungan yang signifikan di antara unsur-unsur teras TQM dan 
Inovasi, antara unsur-unsur teras TQM dan langkah-langk:ah PO, dan di antara Inovasi dan 
langk:ah-langkah PO. Kesimpulannya, keputusan kajian menyokong semua hipotesis utama, 
dan menyediakan bukti bahawa kedua-dua unsur teras TQM dan Inovasi perlu dilaksanak:an 
secara holistik serta buk:annya secara sedikit demi sedik:it. Di samping itu, kajian ini 
mendapati bahawa Inovasi berfungsi sepenuhnya sebagai pengantara dalam hubungan 
antara TQM dan PO. Kajian ini memberikan pandangan mengenai hubungan antara TQM, 
INV dan PO. Oleh itu, kajian ini berjaya mengembangkan sempadan literatur yang sedia 
ada. Ak:hirnya, basil daripada kajian ini menyediakan bukti secara empirikal bahawa TQM 
mempunyai kesan yang signifikan dan positif terhadap inovasi. Ini seterusnya memberikan 
k:esan yang ketara kepada prestasi organisasi. 
Kata kuuci: pengurusan kualiti menyeluruh, inovasi, prestasi organisasi, pendidikan tinggi 
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I.I Background of the Study 
Public higher education institutions (HE!s) are presently faced with the global challenge 
of rapid technological change and increased demands of modernization (Mathew, 2010; 
Pucciarelli & Kaplan 2016; Teixeira, Kim, Landoni, & Gilani, 2017). As such, HE!s need 
to develop their abilities and respond to these demands like business organizations (Kim 
& Ju, 2008; Lounsbury, Pinheiro, Ramirez, Vrangbeek, & Geschwind, 2016; Bras, & 
DeMillo, 2017). Accordingly, it was noted HE!s are important components of the 
developmental process of a country as a result of the products and services they create 
and render. It is argued that the academic experience of the staff members represent the 
key knowledge of HE!s and it can be said that this is the main competitive resource of 
such institutions (Maponya, 2005). Colleges, technical institutions and universities 
function as suppliers of training, expertise, and personnel to industries, hence promoting 
and sustaining economic booms through their research, and creation of a skilled graduate 
workforce (Fullwood et al., 2013). 
Consequently, there is a need for continuous improvement of the organizational 
performance in HE!s with the integration of different innovations in order to remain 
competitive (Kim & Ju, 2008, Christopher, 2016).0rganizational performance has been 
the concern of both academics and practitioners during the last many decades as the 
ultimate outcome of utilization of tangible and intangible resources. Intangible resources 
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SURVEY QUESTIONNAIRE TO DETERMINE THE IMPACT OF TOTAL 
QUALITY MANAGEMENT ON INNOVATION AND ORGANIZATIONAL 
PERFORMANCE IN SAUDI HIGHER EDUCATION INSTITUTIONS 
General Information 
This study is a OBA research to determine Total Quality Management (TQM) impact on 
Organizational Performance (OP) through Innovation in Saudi Higher Education 
Institutions (HEls). The researcher believed that the outcome of the study will be of 
immense benefit to improve the performance in the Saudi higher educational system as a 
whole. Your effort in filling the questionnaire is highly appreciated in order to produce 
quality of research. 
Instruction 
You are expected to choose the answer that represents your opinion. Your answer plays a 
significant role in the success of this study and you are assured that such information will 
be treated with utmost confidentiality. (Please tick ( 0 ) in the appropriate box). 
Thanks for participating in this survey. 
-. 
Researcher 
Murshid Mohammed Alzahrani 
Othman Yeop Abdullah Graduate 
School of Business Universiti Utara 
Universiti Utara Malaysia 
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Supervisor 
Prof. Dr. K. Kuperan 
Othman Yeop Abdullah Graduate 
School of Business 
Part (A): Respondent Background 
Please, Tick (Y) as appropriate as follow: 
1- Designation of Respondent (Job Title): 
Dean D Assistant Dean D Others D 
2- Respondent Gender: 
please specify . 
Male D Female D 
r= 
3- Respondent Age: 
Less than 30 years D 30- 39 D 40 - 49 D 50 - 59 D 60 and over D 
4- Academic Rank: 
Professor D Assistant Professor D Senior Lecturer D Other D 
please specify . 
5- Number of Years Serving in the College: 
Less than I year D Between I to 3 years D More than 3 years D 
6- Number of Years Serving in the Current Position: 
Less than I year D Between I to 3 years D More than 3 years CJ 
Please supply the following information: 
Name of University: . 
College Name: . 
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Part (B): The Core Elements ofTQM 
This section focuses on quality practices of the educational process in the college. It 
addresses the core elements of Total Quality Managements (TQM) representing each of 
the dimensions. 
On the following scale, please circle the appropriate number which best reflect your 
perception. 
(1) Strongly Disagree (2) Disagree (3) Neutral (4) Agree (S) Strongly Agree 
I. Leadership Commitment: leadership commitment is an important aspect of 
organizational behavior exercised by the leadership of the organization towards long­ 
term commitment aimed at integrating quality practices within the organization's 
activities to improve the teaching and learning process. The organization under study 
is an academic college. 
SCALE 
NO. QUESTIONS 
I 2 3 4 5 
I In our college, the academic leadership provides sufficient 
internal communication facilities for effective deployment of 
quality teaching and learning. 
2 In our college, the academic leadership ensures using the best 
teaching and learning method for achieving educational quality. 
3 In our college, the academic leadership encourages innovative 
change and implements a culture of trust, involvement and 
commitment to achieve the best educational practice. 
4 
In our college, the academic leadership has a sense of unity and 
eliminates any form ofbanier between individuals/departments. 
5 In our college, the academic leadership assumes responsibilities 
for quality performance. 
6 In our college, the academic leadership considers quality teaching 
a top priority in their regular meetings. 
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7 
In our college, the academic leadership encomage infonuatiou 
sharing across the college. 
8 In our college, the academic leadership provides adequate 
resources in order to support educational quality. 
2. Strategic Planning: strategic planning is a process of planning, designing and 
coordinating organizational activities by the leadership of the organization. This 
core element focused on how the academic leadership strategically plans to 
achieve the organizational objective (educational process development). 
SCALE 
NO. QUESTIONS 
I 2 3 4 5 
I In our college, the leadership formulates a clear rmsston 
statement capable of achieving the set educational objectives. 
2 In our college, the strategic planning ensures proper 
identification of core learning-centered processes by academic 
leadership. 
3 In our college, the strategic planning considers the core learning- 
centered processes as central input. 
4 
In our college, the strategic planning takes into account the 
students requirements. 
5 In our college, the strategic planning IS able to provide clear 
tracking of staff performance. 
6 In our college has clear quality goals. 
293 
3. Continuous Improvement: continuous improvement is an incremental change and 
series of system innovation designed and implemented to make sure that all 
educational activities have improved. 
SCALE 
NO. QUESTIONS 
l 2 3 4 5 
1 Continuous improvement of the educational process is based on 
a systematic approach. 
2 Our college continually looks for ways to improve the 
teaching/learning processes. 
3 There are an effective feedback system for education quality 
improvement and quality assurance. 
4 
Quality assurance system of education is documented properly. 
5 There is a continuous review of educational quality-related 
issues at the academic leadership meetings. 
6 There is a continuous evaluation of educational quality- related 
strategies. 
7 Quality assurance as a mechanism for continuous improvement 
is integrated in all aspects of the educational process. 
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4. Customer Focus: customer focus is one of the core elements of TQM that stresses 
the importance of knowing and understanding customers" wants and needs. This 
study focuses on "students" as primary customers of HEls. 
SCALE 
NO. QUESTIONS 
I 2 3 4 5 
I In our college, actively seeking students" inputs to determine 
their requirement (survey, suggestion, box, etc.). 
2 The students" requirements are well understood. 
3 The suggestions of the students are taken into account when 
designing new educational services. 
4 
There is an effective procedure for resolving students" problems. 
5 Students" complaints are used as a means of improving the 
current teaching/learning process. 
6 There is a regular assessment of students" satisfaction. 
5. Process Focus: this element refers to the responsibility of the college in terms of 
emphasis placed on the educational process. 
SCALE 
NO. QUESTIONS 
I 2 3 4 5 
1 The educational process is designed in such a way that it adds 
value to students. 
2 Newly introduced teaching/learning process is critically 
examined prior to its actual implementation. 
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3 Emphasis is placed on effective educational delivery concerning 
quality. 
4 
The necessities of the teaching/learning process are totally 
provided to guarantee value creation for stndents. 
s Good relationship between academic staffs and stndents is 
maintained. 
6 The college is committed to the review of the traditional 
teaching and learning technique to meet the current standard. 
6. Employee Involvement: employee involvement in this study refers to involving 
academic staff in the educational quality improvement process. 
SCALE 
NO. QUESTIONS 
I 2 3 4 5 
I The academic staffs are given required autonomy 111 making 
decisions related to their work. 
2 The academic staffs are fully involved in planning their work. 
3 The academic staffs as a team are encouraged to fix the 
problems encountered in their work. 
4 
The academic staffs are actively involved in the college"s policy 
of quality improvement. 
s The academic staffs interact well with other components of the 
organization through effective communication links. 
6 The suggestions of the academic staff are integrated 111 the 
design of new educational services. 
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7 There is a regular appraisal of academic staff' job satisfaction at 
work. 
7. Training and Learning: training and learning is one of the most important elements 
of TQM, which involves planning and combining the efforts in improving the 




l 2 3 4 5 
1 The academic staffs are frequently trained to ensure quality in 
job-specific skills. 
2 The academic staffs are able to learn from one another on how 
to improve the quality of educational services. 
3 The training and learning programs look at how academic staffs 
are aligned with college objectives. 
4 
The college provides sufficient resources to support training and 
learning activities. 
5 Our college provides training in Quality principles. 
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8. Rewards and Recognition: this element refers to practices of the college in awarding 
and praising academic staffs who have demonstrated unprecedented level of 
performance on their jobs. 
SCALE 
NO. QUESTIONS 
I 2 3 4 5 
I In our college, the top management is able to recognize quality 
improvement efforts. 
. 
2 The acknowledgements system m our college is based on 
educational quality-oriented objectives. 
3 In our college, the promotion system for academic staffs IS 
based on scholarly contribution. 
4 
The awards system in our college focuses on the quality of the 
educational process in order to motivate academic staffs for 
superior quality performance, 
5 The college offers incentives for academic staffs to share 
knowledge on educational quality-related issues. 
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9. Management by fact: this element refers to managing the educational level of 
performance based on facts and evidences. 
SCALE 
NO. QUESTIONS 
I 2 3 4 5 
I Our college provides appropriate quality standards, capable of 
dealing with the consequences of the educational process. 
2 Measurement and analysis of college performance is based on 
the college"s objective and strategy. 
3 In our college, reliable measures of customer"s satisfaction and 
quality indicators are established. 
4 
Improving education quality is achieved with decisions of 
academic leadership based on facts and evidences. 
5 In our college, the academic leadership ensures using reliable 
data, information, and knowledge for improving educational 
quality. 
6 The measurement of college performance is based on actual data 
and systematic analysis. 
7 The application of database (such as data related to students" 
satisfaction, academic performance, students" complaints) for 
planning and managing all aspects of work affecting educational 
quality are well managed . 
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Part (C): Innovation 
To what extent do you agree with the following statements that can assess developing and 
implementing process innovation in your University? 
On the following scale, please circle the appropriate number which best reflect your 
perception. 
(1) Strongly Disagree (2) Disagree (3) Neutral (4) Agree (5) Strongly Agree 
1. Product innovation 
SCALE 
NO. QUESTIONS 
1 2 3 4 5 
1 Our university is delivering new courses for members of staff. 
2 Our university constantly emphasises development and doing 
research projects. 
3 Our university often develops new teaching materials and 
methodologies. 
4 
Our university often develops new programmes/ services for 
members of staff and students. 
5 Our university is extending its programmes/ services to new 




2. Process innovation 
SCALE 
NO. QUESTIONS 
I 2 3 4 5 
I Our university is developing new training programmes for staff 
members. 
2 Our university encourages teamwork and good working 
relationships between staff members. 
3 Our university is implementing an incentive system (i.e. higher 
salaries, bonuses, --) to encourage members of staff to come up 
with innovative ideas. 
4 
Our university often develops new technology (internet, 
databases) to improve the educational process. 
5 Our university often uses new technology to improve the 
educational process. 
6 New multimedia software IS used by this university for 
educational purposes and administrative operations. 
7 This university is implementing a reward system (i.e. 
promotions, thank----yous) to encourage members of staff to 
come up with innovative ideas. 
8 Our university is trying to bring m new equipment (i.e. 




Part (D): Organizational Performance 
This section examines the level of performance of the academic college through two main 
perspectives of achievements namely students related academic achievement and non­ 
students related academic achievements. 
On the following scale, please circle the appropriate number which best reflect your 
perception. 
(1) Strongly Disagree (2) Disagree (3) Neutral (4) Agree (5) Strongly Agree 
1. Students related Academic Achievements 
SCALE 
NO. QUESTIONS 
1 2 3 4 5 
I Academic Status (CPA): Students" cumulative point average has 
indicated an excellent academic performance over the past three 
years. 
2 Undergraduates Wastage Rate: The percentage of 
undergraduates who drop out because of not meeting the 
required academic standards over the past three years IS 
decreasing. 
3 Classes of Degrees: The percentage of graduates with a first- 
class and second-class upper division honors degree IS 
. . 
mcreasmg. 
4 Graduation Rates: The percentage of undergraduates who 
successfully completed their studies in our college over the past 
three years is increasing. 
5 Our college"s students overall academic achievements over the 
past three years are encouraging. 
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2. Non- students related Academic Achievements 
SCALE 
NO. QUESTIONS 
I 2 3 4 5 
I Competitive Position: Our College is highly ranked over the past 
three years. 
2 Market Share: The percentage of undergraduates applicants 
received in our college is significantly higher compared to other 
colleges over the past three years. 
3 Innovation: Our College IS innovative m improving the 
educational process over the past three years. 
4 
Organizational Agility: Our College adapts to changes effectively 
with respect to the educational partners and stakeholders" needs 
in the past three years. 
5 Sustainability: Our College puts in place strategies to sustain and 
enhance the educational performance level over the past three 
years. 
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